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Impact of the external environment 
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 Unique Selling Point:  
 
 How do students search for information? 
Starting point/location 
Search tools 
Types of sources 
 
Sets the scene for the rest of questionnaire and service 
 

The growth in technology has complicated the 
picture 
It would be hard to get this information in any 
other way 
We have to respond to how the students are 
searching 
Book 
chapter 
VLE 
Wireless 
network 
E-Book Google 
Mobile 
phone 
Questionnaire Focus groups 
1-2-1 
interviews 
Message 
board 
Usability 
testing 
Endless 
list........... 
Issues 
Silent majority 
Contacting non-users 
Setting the topics 
 
  
 
 
 
 
 
 
 
 
 
 
(McKnight, 2008) 
Trust that the 
priority is a real 
one 
Further 
investigation may 
be needed 
Examine the 
connection to 
learning and 
teaching 
Commitment to trusting the students 
 
Changing staff preconceptions 
LRC User Surveys,1993 - 2009 
 
The first LRC user survey, 1993 
Aware that students were experiencing problems finding books and journal 
articles  
Required quantitative statistical evidence that could be presented to the 
University Executive Team.  Information needed to be robust so used an external 
company, Priority Research. 
Required qualitative evidence that we could use as managers to improve library 
services.  Information gathered through Focus Groups 
Give the students a voice 
 
Results of the 1993 Survey 
Top 10 issues - top 4 were book-related 
Satisfaction ratings for library services 
Identification of micro communities 
Focus Group information 
Scatterplot (1993) 
Identification of micro-communities 
(1993) 
What changed as a result? 
Report to Executive requesting additional 
library funding 
Strengthened commitment to service 
improvement on the part of all library staff 
Numerous changes made as a result of 
Focus group comments 
Priorities for the future -  1993 
1.  Ensure we have current editions of books in stock 
2.  Make sure all books in catalogue are on shelves 
3.  More copies of core course text books 
4.  Teachers and librarians link to ensure right books 
5.  Drop point in library for quick return of books 
6.   A bigger library to accommodate more students 
7.   Improve the photocopying facilities 
8.  Each subject to have its own area 
9.  Let students borrow journals on short loan 
10.  More work space in the library 
Priorities for the future, 2009 

One to one interviews 
Attempt to contact non-users 
Same questions as the focus groups 
Over 100 1-2-1 interviews took place in 2009 
Comments received on a wide variety of topic areas 
 Space and building 
 
•Like ground floor new look 
•More group space (x2) 
•I think it would be useful to have group rooms separated from the computers 
area 
•Turn group study area on 2nd floor into quiet study 
•Seminar rooms should be available after 9pm (during 24hr opening) 
•……..need more silent zones 
 
 
Even from a sample of 25 at one campus, there are 
obvious micro communities 
Why do you use the LRC? 
 
 
 
 
 
 
 
 
 
 
Silent area for revision, 
group areas for group 
work, books and 
computers 
Get books at start of 
module, for group work, 
to pick up the River 
Studying, socialise 
Books, staying 
overnight, printing 
Peaceful work 
environment, wireless 
network, computers, 
printing 
Research, studying, 
group work. Only fun 
thing on campus, only 
place to go, easy 
meeting place 
Printing, video library, 
vending machine 
Comments box 
 
 
 
 
 
 
 
 
 
 
The use of surveys such as these are extremely 
encouraging as it ensures students' voices are 
heard………However, as far as the LRC is concerned……. 
I would like to see more copies of textbooks and 24 hour 
opening to take place in October!!!! 
No comments I’m happy with the friendly atmosphere in 
Kingston hill 
Themes 
 
 
 
Gather a lot of information  about a 
unique area 
Compare with national initiatives 
Stability of questions vs new areas 
Review 
Review 
Success 
stories 
• Substantial improvements to services and resources 
• 15% increase in satisfaction ratings from 2004 to 2009 
• Information on students’ use of LRCs and learning tools 
• Closer working with Faculties and central departments  
Challenges 
• Improving quality? improving satisfaction? 
• How representative are surveys? 
• Limited opportunities to benchmark 
• Survey fatigue 
Improvements to service 
Substantial increase to stockfund budget over last 5 years 
Introduction of 24-hour opening 
Self-service issue and return 
‘Environmental’ improvements to all 4 campus LRCs 
Increased number of PCs 
Improvements to printing and photocopying 
Satisfaction rates 2004 - 2009 
Students use of learning technology 
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